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CHANGE ANDTRANSITION - 
THE BASIS OF THE EFFECTIVE 
QUALITY MANAGEMENT 
SYSTEM 


SANTRAUKA 

Straipsnyje pagrindziamas kaitos ir keiti- 
mosi aspektas kokybes vadybos sistemas 
diegianciose aukstojo mokslo institudjose. 
Aptariamas aukstosios mokyklos darbuoto- 
jg psichologinis ir elgesio atsakas j diegiam^ 
kokybes vadybos sistem^, pateikiami dar- 
buotojg keitimosi etapai, isryskinami dar- 
buotojg valdymo ypatumai kokybes vady- 
bos sistemas diegiandose aukstojo mokslo 
institudjose. 


PAGRINDINig SAVOKg APIBREZIMAI 

• Visuotines kokybes vadyba - tokia vadybos 
filosofija ir metodai, kuriuos pasirinkusi orga- 
nizadja nuolat tobuleja, jtraukdama j tobulini- 
mo veikl^ visus darbuotojus ir siekdama kuo 
geriau patenkinti vartotojp poreikius, gerin- 
dama produktg kokyb^ ir mazindama kastus. 

• Kokybes vadyba aukstojo mokslo instituci- 
joje - tai sisteminga bendrosios vadybos da- 
bs, padedanti siekti suformuotos aukstosios 
mokyklos kokybes politikos jgyvendinimo 
apimant visas tos institudjos veiklos sritis. 

• Kokybes vadybos sistema - strategiskai ir 
sistemingai suformuotg kokybes procesxj 


ABSTRACT 

The artide reasons the aspect of change and 
transition in higher education institutions 
implementing quality management systems. 
Psychological and behavioural responses of 
high school staff towards quality manage- 
ment system being implemented are dis- 
cussed; transition phases of the employees 
are introduced; specific features of staff man- 
agement in higher education institutions in- 
troducing quality management systems are 
highlighted. 

DEFINITIONS OF KEYWORDS 

• Total Quality management - the manage- 
ment philosophy and methods initiating con- 
tinual improvement of the organization by 
involvement of all staff into improvement ac- 
tivities and by seeking to meet clients’ needs 
through improvement of the product quality 
and costs reduction. 

• Quality management in a higher education 
institution - a systematic part of general man- 
agement system which is helpful when imple- 
menting the formed quality policy of higher 
education institution by including all activity 
areas of that institution. 
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visuma, kuria siekiama nu(si)statyto staidijcj 
kokybes lygmens. 

• Kaita (angl. change) - isorinis, asmens 
poziuriu, procesas, vykstantis tarn, kad kazkas 
pasikeistTj. Pokyciai gali buti strukturiniai, 
ekonominiai, technologiniai ir 1. 1. 

• Keitimasis fangl. transition) - asmens 
perejimas is vienos bukles j kit^. 


jVADAS 

Dabartineje itin sparciai kintancioje ziniij vi- 
suomeneje kokybes siekimo klausimas labai 
svarbus bene kiekvienai organizacijai. Sis sie- 
kis aktualus ir aukstojo mokslo institudjose. 
Aukstajam mokslui tapus masiniu, mokslo 
ir studiji^ institucijoms tampa svarbu ne tik 
uztikrinti kokyb^, bet ir gebeti pademons- 
truoti. Aukstosios mokyklos savo veiklos 
tobulinim^ vis dazniau grindzia visuotines 
kokybes vadybos principais, tadau tuo padu 
keliami klausimai, kodd nepavyksta jgyven- 
dinti tikrai kokybiskai parengtos kokybes 
gerinimo strategijos. Dar daugiau diskusijT^ 
kyla, kai aukstosios mokyklos bendruome- 
ne, siekdama jgyvendinti strateginj visuoti- 
nes kokybes vadybos plan^, nesutaria, k^ gi 
apskritai pavadinti „studij;| kokybe“, kas 
institucijoje yra paslaugi^ vartotojai ir 1. 1. Pa- 
lyginti daznai svarstoma, kokiais kriterijais 
remiantis turetij buti vertinama studijij ko- 
kybe. Taciau net jeigu ir susitariama dd stu- 
diji^ kokybes vertinimo prindpij, sekmingai 
jdiegti kokybes vadybos sistem^, grindziam^ 
visuotines kokybes prindpais, ne visuomet 
pavyksta. 

Organizadjoms, siekiandoms jdiegti 
kokybes vadybos sistem^ (toliau - KVS), 
reikia priimti ir atitinkamus sprendimus, 
aktualizuojancius pokyciij vadyb^. Aki- 
vaizdu, kad tokie strateginiai „ejimai“ grin- 
dziami gana radikaliais pokydais. Tadau 


• Quality management system - the whole com- 
plex of strategically and systematically formed 
quality processes which is necessary for achiev- 
ing the established quality level of studies. 

• Change - an external, from the individual 
point of view, process that takes place in order 
to change something. Changes may be struc- 
tural, economic, technological, etc. 

• Transition - individual’s transition from one 
state to another. 

INTRODUCTION 

In the current rapidly changing knowledge so- 
ciety the question of quality is the most impor- 
tant almost for each organization. This aim is 
also relevant for higher education institutions. 
After higher education has become massive, it 
is important for both scientiftc and research in- 
stitutions not only to ensure the quality, but also 
be able to demonstrate it. Higher education in- 
stitutions base the improvement of their activi- 
ties on the total quality management principles, 
but at the same time there remains the question 
why the implementation of really high-quality 
quality improvement strategy is not successful. 
Even more discussions arise when the commu- 
nity of higher education institution seeking to 
implement the plan of total quality management 
cannot agree on what the “quality of studies” is 
who the consumers of services in their institu- 
tions are, etc. The discussion about which crite- 
ria should be used for study quality assessment 
is fairly frequent. However, even if the principles 
of quality assessment are agreed, the implemen- 
tation of quality management system based on 
total quality principles is not always successful. 

Organizations seeking to establish a quality 
management system (hereinafter - QMS) have 
to make relevant decisions imderpinning the 
change management. It is clear that such strate- 
gic “steps” are based on rather dramatic changes. 
However, introduction of the quality manage- 
ment system does not always lead to a successful 
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kokybes vadybos sistemos jdiegimas ne 
visuomet uztikrina sekming^ keliamij sie- 
kiniq jgyvendinim^. Kyla klausimas, kodel 
KVS, kudos diegimas turetij buti racio- 
naliai ir tikslingai suplanuotas, taip daznai 
neduoda laukiamo rezultato? Sio konteksto 
situadja suponuoja itin aktuali^ problemq, 
kudos ignoravimas is esmes ir „uzprogra- 
muoja“ nesekmes. Pati problema atsiranda 
dd to, kad auksciausiosios vadovybes de- 
mesys dazniausiai nukreipiamas i formalins 
kokybes vadybos sistemos diegimo procesus, 
pamirstant, kad sekmingq pokyciq serdis - 
zmogiskasis veiksnys, kurio turinio raiskq 
sudaro zenklus atskiro asmens mqstymo, 
sqlygojancio atitinkamq jo elgsenq, pokytis. 
Diegiant KVS paprastai sureiksminamas jo 
poveikis aukstosios mokyklos veiklos re- 
zultatams, pamirstant jo poveikj aukstosios 
mokyklos darbuotojams. Juolab kad KVS 
diegimas - neisvengiama intervendja j or- 
ganizacijos kultur^. Svarbu pabrezti dar ir 
tai, kad formalus kokybes vadybos sistemos 
jdiegimas apskritai paemus neduoda lau- 
kiamo rezultato. Butent aukstosios mokyk- 
los kokybes siekinyje ypac didelis demesys 
turetp buti sutelkiamas j kokybes kulturos 
ugdym^ ir puoselejim^. Jei kokybes vady- 
bos sistemos diegiamos priverstinai, nej- 
vertinus organizacijos bendruomenes narip 
nuomones, visa tai kokybes kulturai jtakos 
netures ir neskatins jos pletotes. Tuomet ir 
nepriekaistingai sukurta kokybes vadybos 
sistema, grindziama visuotines kokybes 
prindpais, netaps priemone, uztikrinanda, 
kad bus efektyviai jgyvendinta suformuo- 
ta aukstosios mokyklos kokybes politika ir 
iskelti kokybes tikslai. Neatsitiktinai I. Sa- 
vickiene ir K. Pukelis (2004, p. 36) pazymi, 
kad „poziurj j studijq kokybes bukl^ turetp 
issakyti jvairios bendruomenes grupes ir, 
remiantis visq jp nuomone, reiketp priimti 
sprendimp del pasiekto studijp kokybes ly- 
gio“. Taigi aukstosios mokyklos vadovams 
itin svarbu valdyti pokycius KVS diegimo 


implementation of the foreseen objectives. Will- 
ingly or unwillingly, the question arises why the 
QMS, introduction of which should be ratio- 
nally and purposefully planned, often does not 
produce the expected results. The context of the 
situation presupposes a highly topical problem, 
ignorance of which is essential when talking 
about “pre-programmed" failures. The problem 
itself is caused by the fact that senior managers 
focus their attention mainly on the formal pro- 
cesses of quality management system introduc- 
tion, forgetting that the key to successful change 
is the human factor, the content of which is ex- 
pressed by the significant change in the individual 
way of thinking which reasons particular individ- 
ual behaviour. Introduction of the QMS usually 
emphasizes its impact on the results of a high 
school performance, forgetting its influence on 
employees of a higher education institution. The 
latter is very important since the introduction of 
the QMS is an inevitable intervention into the 
organizational culture. It is important to stress 
the fact that introduction of a formal quality 
management system generally does not give the 
expected results. Namely, when seeking for qual- 
ity, a high school should pay particular attention 
to the formation, development and nurturing of 
the quality culture. When quality management 
systems are being implemented by force, not 
paying attention to the community members' 
opinion, all this does not influence the culture of 
quality and does not encourage its development. 
Then even a perfect quality management system 
based on total quality principles will not become 
a mean to ensure the effective implementation 
of a higher education institution quality policy 
as well as to set the aims of quality. Not by co- 
incidence Savickiene and Pukelis (2004, p. 36) 
note that “different community groups should 
express their opinion about the quality state of 
studies and, on the basis of their evaluations 
the decision on the level of quality of studies 
should be made” Thus, it is very important for 
the managers of a higher education institution 
to manage change during the introduction of 
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metu ir jvertinti jij poveikj ne tik organiza- 
djos veiklai, bet ir darbuotojams. 

Straipsnio tikslas - teoriskai pagrjsti kai- 
ir keitim^si kokybes vadybos sistem§ die- 
giancioje aukstojo mokslo institucijoje kaip 
esmin^ efektyvaus kokybes vadybos sistemos 
funkcionavimo aukstojo mokslo institucijoje 
s#g4- 

Rengiant sj straipsnj, buvo isanalizuota 
moksline literatura aptariama tema. 


1 

KAITA IR KEITIMASIS KOKYBES 
VADYBOS SISTEMAS DIEGIANCIOSE 
AUKSTOJO MOKSLO INSTITUCIJOSE: 
SEMANTINIS ASPEKTAS 

Organizacijose vykstantys pokyciai ir jij 
valdymas - palyginti daznas pastari^ji^ de- 
simtmeciTj mokslinicj tyrinejimij objektas. 
Negalima paneigti, kad siuolaikinei organi- 
zacijai ignoruoti isorineje aplinkoje vyks- 
tancius pokycius tikintis, kad tai jos veiklai 
jokios jtakos nepadarys, yra prazutinga, nes 
dabartine isorine aplinka neatsiejama nuo 
nuolatines kaitos - ji itin dinamiska, o kar- 
tais net neprognozuojama. Sie issukiai, auks- 
tajam mokslui tapus masiniu, pasidare labai 
aktualus ir studijij bei mokslo institudjoms. 
M. Stanleigh (2008) jvardija pagrindines 
organizadjos pokydi^ varom^sias jegas, pa- 
vyzdziui, inovadjos, technologijos, restruk- 
turizavimas, globalizadja, ekspansija ir vys- 
tymasis, skubos jausmas, kai 75 proc. lyderiij 
yra is tikrijji^ jsitikin^, kad organizacija ne- 
gali buti tokia, kokia buvo iki siol ir 1. 1. Taigi 
aukstajai mokyklai svarbu valdyti pokycius, 
net ir siekiant, kad isliktij toks pats jos vei- 
klos stabilumas. 

Aukstosios mokyklos kaitos sampra- 
ta siame straipsnyje turetij buti suvokiama 
bendrame organizacijij kontekste. Pasak 
M. McGreevy (2008), organizacijos kaita 


the QMS as well as to evaluate the impact of it 
not only on the organizations activities, but also 
on employees. 

The aim of the article is to provide theoret- 
ical reasoning for change and transition as the 
main precondition of the effective function- 
ing of quality management system in a higher 
education institution working on introduction 
of it (quality management system). 

When preparing this article, topic related 
scientific literature was analyzed. 

1 

CHANGE ANDTRANSITION IN 
HIGHER EDUCATION INSTITUTIONS 
INTRODUCING DUALITY MANAGE- 
MENT SYSTEMS: SEMANTIC ASPECT 

Changes taking place in the organizations and 
their management are a relatively common 
subject of research over the past decades. It is 
not possible to deny that it is crucial for the 
modern organization to ignore the impact of 
external changes on its activities expecting, 
at the same time, to avoid it just because the 
present external surrounding is closely related 
to a constant change - it is very dynamic and 
sometimes even difficult to be forecasted. Af- 
ter a higher education has become massive, 
these challenges turned to be very important 
for both educational and scientific institutions. 
Stanleigh (2008) identifies the main driving 
forces behind changes in the organization 
such as innovation, technology, restructuring, 
globalization, expansion and development of 
a sense of urgency, when 75 percent of leaders 
are indeed convinced that the organization can 
not be the same as it used to be up till now, and 
so on. So, for a higher education institution it 
is important to manage change even in order 
to maintain the same stability of its activities. 

The concept of a high school change in this 
article should be rmderstood taking into ac- 
count the overall context of the organizations. 
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jvairiuose moksliniuose saltiniuose klasifi- 
kuojama nevienodai, pavyzdziui, ji gali buti 
skirstoma j planuotq ir netiketai atsiradu- 
siq, taip pat j revoliucin^ ir evoliucin^, ra- 
cionaliq ir chaotiskq, nuolatin^ ir epizodis- 
kq ir t. t. H. J. Walker, A. A. Armenakis ir 
J. B. Bernerth (2007) isskiria epizodiskq ir 
nuolatin^ organizadjos kait^. Pastarieji au- 
toriai pazymi, kad epizodine kaita yra ne- 
dazna ir is anksto apgalvota. Jeigu epizodine 
kaita paprastai apima pokycius organiza- 
cijos strukturoje arba valdyme, tai nuola- 
tine kaita suvokiama kaip nuolat vykstanti 
ir nuolat besipletojanti, pavyzdziui, darbo 
praktikos tobulinimas. Anot tyrejp, kalbant 
apie organizacijp kait^, nurodomos tokios 
dichotomijos: pirmoji kaitos faze ir antroji 
kaitos faze, nuolatine ir nenuolatine kaita, 
laipsniska ir kvantine kaita. A. Sakalas ir 
A. Savanevidene (2003) isskiria evoliucin^ ir 
revoliucin^ organizadjq pertvark^. Pazyme- 
tina, kad kokybes vadybos sistemos diegimu 
aukstojo mokslo institucijoje fokusuojama j 
revoliucin^, planuotq, racionali^, epizodin^ 
bei baigtin^ pertvark^. Pasak A. Sakalo ir 
A. Savanevidenes (2003, p. 155), „revoliud- 
niai pertvarkymai reikalauja is esmes keisti 
darbuotojp elgsen^, o tai sukelia jp pasiprie- 
sinim^. Tai vienas svarbiausiq revoliucinius 
pertvarkymus neigianciq argument^". Kitaip 
tariant, kalbama ne tik apie „klasikinj“ pasi- 
priesinim^ technologinems naujovems, bet 
labiau apie siuolaikinj pasipriesinim^ „or- 
ganizacinems“ naujovems ir daug platesnj 
kulturinj pasipriesinim^ sodalinip normp 
pokydams (Fronda, Moriceau, 2008). Taigi 
aukstosios mokyklos personalas organizad- 
jos pokydp kontekste labai suaktualinamas. 
Cia galima pasiremti ir A. Sakalo bei A. Sa- 
vanevidenes (2003) jzvalga, pazyminda, kad 
pagrindinis varomasis organizacijos san- 
das - personalas, kurio keitimasis daro jtak^ 
ir visos jmones keitimuisi. Pastan^jp autorip 
teigimu, viena is krizip vadybos organizaci- 
joje klaidp - zmogUkojo veiksnio vaidmens 


According to McGreevy (2008), organizational 
change in the various scientific sources is clas- 
sified differently, for example, it can be divided 
into planned and unexpected, as well as the revo- 
lutionary and evolutionary, rational and chaotic, 
continuous and episodic, etc. Walker, Armenakis 
and Bernerth (2007) distinguish between the 
episodic znd permanent change of the organiza- 
tion. The latter authors stress that the episodic 
change is not frequent and usually deliberate. If 
the passing change usually includes the changes 
taking place within organizational structure 
and management, permanent change is seen 
as constantly ongoing and constantly evolv- 
ing, for example, the improvement of work- 
ing practices. According to the researchers, 
in terms of change in organizations, such di- 
chotomies are highlighted: the first and second 
phases of change, constant and non-permanent 
change, progressive and quantum change. Saka- 
las, Savaneviciene (2003) distinguish between 
evolutionary and revolutionary change in or- 
ganizations. It should be noted that the intro- 
duction of quality management system at a 
higher education institution mainly focuses on 
a revolutionary, planned, rational, episodic and 
finite transformation. According to Sakalas and 
Savaneviciene (2003, p. 155), “the revolutionary 
transition requires to amend the employees’ be- 
haviour, which leads to their resistance. This is 
one of the most important arguments neglecting 
revolutionary reorganizations". In other words, 
not only the “classical” resistance to technologi- 
cal innovations is being discussed, but also the 
present resistance towards “organizational” in- 
novations as well as a much broader cultural 
resistance to change of social norms (Fronda, 
Moriceau, 2008). Thus, the personnel of a high- 
er education institution play a very important 
role within the context of organizational change. 
Here one can rely on Sakalas and Savaneviciene 
(2003) insight emphasising the main driving or- 
ganizational sand - staff, the change of which 
influences the change of the whole enterprise. 
The latter authors claim that one of the mistakes 
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nejvertinimas. Pasak A. Sakalo ir A. Sava- 
nevicienes (2003), numatant krizicj jveikimo 
priemones, svarbu jcj neatsieti nuo organi- 
zacines elgsenos, kudos apibrezim^ XX a. 
6-ojo desimtmecio pabaigoje - 7-ojo desim- 
tmecio pradzioje suformulavo W. L. French: 
„Organizacine elgsena yra susijusi su platans 
masto pastangomis tobulinant organizadjos 
galimybes spr^sti problemas ir jos sugebeji- 
mus reaguoti j pokydus isorineje aplinkoje, 
keidant jos darbuotojcj elgsen^“ (Sakalas, 
Savanevidene, 2003, p. 155). Kitaip tariant, 
aukstojo mokslo institucija, diegianti KVS, 
pakinta tik tuomet, kai pakinta jos darbuo- 
toji| elgsena. 

Remiantis mokslininkij ir kitij tyrejcj 
atliktais tyrimais, siame straipsnyje daroma 
semantine takoskyra tarp dviejij aukstosios 
mokyklos pokycii^ traktuocii^. Kitaip tariant, 
skirtingas konotacijas turi sie zodziai: kaita 
(angl. change) ir perejimas is vienos bukles 
\kitq (angl. transition). Termims perejimas 
siame straipsnyje bus vartojamas kaip zo- 
dzio keitimasis sinonimas. F. Nortier (1995) 
pazymi, kad terminal perejimas ir kaita yra 
paralelus ir rodo dinamiskum^, tadau ji| se- 
mantika yra skirtinga. Autorius kait^ (angl. 
change) vadina procesu, turindu pradzi^ ir 
pabaig^, uzbaigtu procesu, pavyzdziui, ga- 
limi tokie kaitos pavyzdziai: etati^ mazini- 
mas, organizadjos persikdimas j kit^ viet^, 
susijungimas su konkurentu, naujo vadovo 
atejimas ir t. t. Kitaip tariant, kaita bet ku- 
riuo atveju yra isores (ne asmens vidinis) 
procesas, kurio tikslas - kazk^ pakeisti. 
Tokie pokydai gali buti strukturiniai, eko- 
nominiai, technologiniai, politiniai ir t. t. 
S. A. M. Valle (2002) teigimu, organizadjos 
kaita (angl. change) gali buti laikoma naujos 
organizacines tvarkos ir praktikos jgyvendi- 
nimu. Antra vertus, F. Nortier (1995) kelia 
klausim^, kaip si kaita (angl. change) isgy- 
venama? Pasak autoriaus, butent perejimas 
is vienos bukles j kit^, arba kitaip keitimasis 
(angl. transition), ir atspindi si^ trukstam^ 


of crisis management at the organization is the 
undervaluation of the human factor. Accord- 
ing to Sakalas and Savanevidene (2003), when 
foreseeing the means for dealing with crisis, it is 
very important to link them to organizational 
behaviour, the definition of which was formu- 
lated at the end of 6th - beginning of the 7th 
decade of the XX century by French: “Organiza- 
tional behaviour is related to large-scale effort to 
improve the organizations ability to solve prob- 
lems and its ability to respond to changes in the 
external environment changing the behaviour 
of its employees” (Sakalas, Savanevidene, 2003, 
p. 155). In other words, changes in a higher 
education institution introducing the QMS are 
directly linked to the changes in its employees’ 
behaviour. 

Based on research findings from other 
studies, semantic division between two inter- 
pretations of changes taking place in a high 
school is provided in this article. In other 
words, the following terms have different con- 
notations: change and transition from one state 
to another (transition). A term transformation 
in this article will be used as a synonym for 
the word transition. Nortier (1995) notes the 
synonymic nature of the terms transition and 
change which illustrate dynamism, but their 
semantics is different. The author describes the 
change as a process which has both the begin- 
ning and the end. For example, such changes 
include redimdancy process, moving organi- 
zation to another place, and a merger with a 
competitor, a new manager, etc. In other words, 
the change, in any case, is the external (not the 
personal) process aiming to change something. 
Such changes can be structural, economic, tech- 
nological, political, etc. Valle (2002) argues that 
change of the organization can be considered as 
an implementation of a new organizational ar- 
rangements and practices. On the other hand, 
Nortier (1995) raises the question of how this 
change is being survived. According to the au- 
thor, it is the shift from one state to another or 
transition that reflects the missing link between 
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s^saj^ tarp to, kaip buvo planuotas pokytis 
ir to, kaip jis buvo jgyvendintas. Kitaip ta- 
riant, tai atskiro asmens perejimas is vienos 
psichologines bukles j kit^. Sis keitimasis 
vyksta zmogaus viduje ir tuo skiriasi nuo 
kaitos sampratos (Nortier, 1995; 1 pav). 

Pasak K. Breu ir M. Benwell (1999), 
apie perejimo (keitimosi) perspektyv^ pir- 
kart^ organizaciniame kontekste imta 
kalbeti 1980 m. tyrejo Bridges, siekiant 
suprasti asmens keitimqsi darbo vietoje. 
Sekmingas sio proceso identifikavimas 
buvo laikomas esminiu dalyku organiza- 
cijos islikimui ir konkurencingumo didi- 
nimui sioje greitai kintancioje aplinkoje. 
Apskritai paemus, perejimas (angl. tran- 
sition), pasak M. L. Marks (2007), yra jvy- 
kis, kuris suvokiamas kaip savo ir pasaulio 
kaitos rezultatas, reikalauj antis atitinkamp 
permainp asmens lukesciuose, elgesyje ir 
santykiuose. M. Eriksen (2008) pazymi, 
kad gebejimas prisiderinti prie organizaci- 
jos kaitos yra labai individualus, unikalus 
ir is anksto neprognozuojamas reiskinys, 
neturintis aiskios pradzios ir pabaigos. Or- 
ganizacijos nariams tokiais atvejais reikia 
pakeisti savo poziurj, vertybes ir elgesj. 
Kitaip tariant, jiems reikia jsisavinti kait^ 
savyje. Reiksminga organizadjos pertvarka 


a planned change and how it was implemented. 
In other words, it is a separate individuals tran- 
sition from one psychological state into anoth- 
er. This transformation takes place within the 
human which distinguishes it from the concept 
of change (Nortier, 1995; Fig. 1). 

According to Breu and Benwell (1999), 
the perspective of transition (transformation) 
within organizational context first was intro- 
duced by the researcher Bridges in 1980 with 
the aim to understand the individual's trans- 
formations at work place. Successful identi- 
fication of this process was considered to be 
essential for the survival of the organization 
as well as for strengthening its competitive- 
ness in this rapidly changing environment. In 
general, transition, according to Marks (2007), 
is an event that is perceived as the result both 
of personal and world changes, causing corre- 
sponding alterations in the individuals expec- 
tations, behaviour and relationships (Marks, 
2007). Eriksen (2008) notes that ability to adapt 
to organizational change is very individual, 
unique and unpredictable phenomenon with 
no clear beginning and end. The members of 
the organization in such cases need to change 
their attitudes, values and behaviour. In other 
words, the inner personal assimilation of the 
change is needed. Significant organizational 


Kaita / Change: 

• susitelkiama j laukiamus rezultatus / 
concentration on the expected results 

• isorinis procesas, atskiro asmens poziuriu / 
external process from the individual point of view 

• palyginti greita / comparingly quick 

• ribota laike / time restricted 

Keitimasis arba perejimas / Transition or transformation: 

• tai - psichologija / it is psychology 

• susitelkiama j vidinius asmens procesus (jausmus); j tai, kq asmuo isgyvena/ 
concentration on internal personal processes (feelings) as well as personal 
experiences; 

• letas ir laipsniskas / slow and gradual 

• neribotas laike / non-restricted in time 


Ko mes siekiame? 
What are our aims? 


Kur as esu? 
Where am I? 


1 pav. Individualaus keitimosi (perejimo) ir kaitos procesai (Nortier, 1995, p. 34) 

Fig. 1. The processes of individual transformation (transition) and change (Nortier, 1 995, p. 34) 


Mindaugas MISIONAS, Inga STRAVINSKIENE 
KAITA IR KEITIMASIS - EFEKTYVIOS KOKYBES VADYBOS SISTEMOS PAGRINDAS 
CHANGE AND TRANSITION - THE BASIS OFTHE EEFECTIVE QUALITY MANAGEMENT SYSTEM 1 39 


nejvyksta be atitinkamo pasikeitimo („per- 
sitvarkymo“) savyje. Gebejimas prisitaikyti 
prie organizacijos kaitos - tai zmogaus pa- 
stangij israiska, o ne mokslinii^ priemoniTj 
ir gebejimij pritaikymas (Eriksen, 2008). 
Pasak S. P. Robbins (2007), planingais po- 
kyciais siekiama dviejcj tikslij: pagerinti or- 
ganizacijos gebejim^ prisitaikyti prie aplin- 
kos pokycii^ ir pakeisti darbuotoji^ elgsen^. 
Pastarojo tikslo siekimas - itin sudetingas 
uzdavinys. Akivaizdu, kad KVS diegimas 
aukstojo mokslo institucijoje neatsiejamas 
nuo jos darbuotoji^ keitimosi perspektyvos. 
Naujos studijcj kokybes siekinys, suprojek- 
tavus moderni^ kokybes vadybos sistem^, 
gali sulaukti didziulio aukstosios mokyklos 
bendruomenes pasipriesinimo ir visisko 
ti^ idejij atmetimo. Sis poziuris keistinas 
kiekvienam bendruomenes nariui keiciant 
savo nuomon^, nes, anot P. Newby (1999), 
kokybe gali buti pasiekta tik tuo atveju, kai 
zmones pfltys tures aspiracijas siekti naujos 
kokybes. Tai issamiai atspindi V. Cepujnos- 
kos (2003) iliustracija (2 pav.). 


transformation does not happen without a cor- 
responding change (adjustment) in individuals 
self Ability to adapt to the change in the orga- 
nization is an expression of human efforts, not 
an application of scientific means and abilities 
(Eriksen, 2008). According to Robbins (2007), 
a planned change tries to achieve two aims: to 
improve the organizations ability to adapt to 
external changes as well as to change employ- 
ees’ behaviour. The latter aim is a very complex 
one. It is obvious that implementation of QMS 
in higher education institutions is inseparable 
from their staff transformation perspective. 
Aiming to a new study quality after having de- 
veloped a modern quality management system 
may cause a huge resistance or total rejection 
of those ideas by the high school staff. This 
approach may change only together with the 
changes in individual community member’s 
opinions because, according to Newby (1999), 
the quality can be achieved only when people 
themselves have aspirations to seek for a new 
quality. This is fully reflected by the Cepujnos- 
ka (2003) illustration (Fig. 2). 



2 pav. Kokybes kulturos kaitos budas' (Cepujnoska, 2003, p. 27) 

Fig. 2. The way to change quality culture' (Cepujnoska, 2003, p.27) 

' Raidziij reiksmes: Z - zinios, IPK - asmens poziurio * Abreviations: K - knowledge, IPK - change of indi- 

kaita, TSK - tarpusavio santykig kaita, SKAMI - santykiij vidual approach, CIR - change of interpersonal relation- 

kaita aukstojo mokslo institucijoje. ships, CRHEI - change of relationships in higher education 

institution. 
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Tam, kad pakistij poziuris asmens lyg- 
menyje, jam butina suteikti atitinkamp zi- 
nip^ (pavyzdziui, apie kokybes vadybos siste- 
mos teikiam^ naud§), kuriomis remiantis jis 
priima atitinkam^ (pozityvp arba negatyvTj) 
sprendim^. Pakeitus asmens poziurj, svar- 
bi tarpusavio santykip kaita, kuri s^lygos ir 
aukstojo mokslo institudjos santykip kait^, 
o jos rezultatas - kokybes kulturos auksto- 
joje mokykloje jsivyravimas. Siuose proce- 
suose ypatingai aktuali laiko dimensija. Taigi 
aukstojo mokslo institudjoje, siekiancioje 
efektyvaus KVS funkdonavimo ir, tuo padu 
patiriandoje kait^, be galo svarbi darbuoto- 
jp keitimosi dimensija. Juolab kad kokybes 
kulturos serdis yra atvira, paremta kritiniu 
m^stymu organizadjos bendruomenes narip 
tarpusavio komunikadja. 

Apibendrinant galima teigti, kad ko- 
kybes vadybos sistemas diegianciose auks- 
tojo mokslo institudjose vykstanti kaita ir 
atskiro darbuotojo psichologijos keitimasis 
yra neatsiejamai susij^ priezastiniu rysiu: 
psichologiskai sekmingas darbuotojo per- 
ejimas is vienos bukles j kitq, t. y. sekmin- 
gas jo pasikeitimas, sqlygoja sekmingq KVS 
funkcionavimq. 

2 

AUKSTOSIOS MOKYKLOS 
DARBUOTOjg PRIESINIMASIS 
POKYCIAMS 

Kokios priezastys sqlygoja aukstosios mo- 
kyklos darbuotojp priesinim^si pokyciams? 
H. H. Jorgensen, L. Owen, A. Neus (2009) 
atliktp tyrimq metu padarytos isvados taiky- 
tinos ir KVS diegiandoms aukstojo mokslo 
institudjoms. Mined tyrejai, 2008 m. apklaus^ 
1532 pokycip vadovus, nustate, kad svarbiau- 
si kaitos barjerai yra poziurio ir nuostatp kai- 
ta (58 proc.), organizadjos kultura (49 proc.), 
neteisingai jvertintas pokydi^ sudetingumas 

^ Isryskeja bendruomenes mokymo/si svarba. 


In order to change atdtude at the individual 
level, it is necessary to provide an individual with 
appropriate knowledge^ (e.g., about the benefits 
of the quality management system) which is the 
basis for making (positive or negative) deci- 
sion. Changes in the individual attitudes initiate 
changes in interpersonal relationships condition- 
ing changes in relationships within higher educa- 
tion institution the result of which is the estab- 
lishment of the quality culture. Time dimension 
is particularly important in these processes. Thus, 
in higher education institutions seeking for effec- 
tive functioning of the QMS and experiencing 
change, the dimension of staff transformation is 
crucial. It becomes even more important know- 
ing that the core of quality culture is open and 
based on critical thinking as well as on commu- 
nication between members of the community. 

In summary, it is possible to state that there 
is a causal relationship between the change 
taking place in higher education institutions 
introducing quality management systems and 
the transformations in the psychology of the 
individual employee: psychologically successful 
transition of the employee from one state to an- 
other, that is, successful personality change leads 
to the successful functioning of the QMS. 

2 

HIGHER EDUCATION INSTITUTION 
EMPLOYEES' RESISTANCE TO 
CHANGE 

What causes precondition high school employ- 
ees’ resistance to changes? Conclusions drawn 
from Jorgensen, Owen, Neus (2009) studies 
can also be applied to higher education insti- 
tutions implementing the QMS. After having 
interviewed 1532 change leaders in 2008, these 
researchers determined that the most impor- 
tant barriers to change are the change of atti- 
tudes and opinions (58 %) organizational cul- 
ture (49 %), incorrectly assessed complexity of 

^ The importance of society teaching/learning is revealed. 
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(35 proc.). Apklausti pokycicj vadovai nuro- 
de „minkstuosius“ ir „kietuosius“ veiksnius. 
„Minkstiesiems“ veiksniams priskirta: poziu- 
rio ir nuostatp kaita, organizacijos kultura, 
neteisingai jvertintas kaitos sudetingumas, 
auksciausiosios vadovybes jsipareigojimTj 
trukumas (32 proc.), jtrauktij darbuotojij 
motyvacijos stoka (16 proc.). „Kietieji“ veiks- 
niai - istekliij trukumas (33 proc.), pokycicj 
patirties stoka (20 proc.), skaidrumo stoka 
(informacijos stoka, melaginga informacija) 
(18 proc.), procesTj kaita (15 proc.), informa- 
cinicj technologijij kaita (12 proc.), techno- 
loginiai barjerai (8 proc.). Pokycicj valdymo 
specialistai teigia, kad mineti „minkstieji“ 
issukiai kelia daug daugiau pavojii nei, pavyz- 
dziui, istekliij trukumas (Jorgensen, Owen, 
Neus, 2009). Apibendrinant galima teigti, 
kad sekmingas KVS funkcionavimas auksto- 
jo mokslo institudjoje s^lygojamas sekmin- 
gos elgsenos ir kultiiros kaitos. 

Pasak S. P. Robbins (2007), organizacijos 
kultura yra sisteminis kintamasis. P. Vanagas 
(2004), remdamasis Alvesson, organizacijos 
kultur^ placiqja prasme laiko priimtp ir is- 
moktp egzistuojanciii vertybiij, reiksmiij ir 
suvokimij pasauliu, kuris zmones informuo- 
ja ir yra isreikstas bei perduodamas is dalies 
simboline forma. S. L. Stephenson (2004) taip 
pat pazymi, kad nesant institucinio etoso, 
persismelkusio individualiu pasididziavimu 
ir atsakomybe, net jmantriausios ir idealiai 
aprupintos istekliais kokybes vadybos siste- 
mos pasaulyje neuztikrins kokybes. Pasta- 
ruosius teiginius patvirtina ir G. Srikanthan 
bei J. Dalrymple (2002) teigdami, kad organi- 
zacijos kulturai priklauso svarbiausias vaid- 
muo siekiant bet koki^ strategij^ sekmingai 
jgyvendinti. Jij teigimu, esamai tipinei svieti- 
mo institucijij kulturai budingesnis polinkis 
konfliktuoti nei bendradarbiauti. Gordon (is 
Schraeder, Self, 2003) issakytos mintys tik 
patvirtina auksciau aptartus mokslininkij 
teiginius, pazymincius, kad aplinkos poky- 
ciai reikalauja pokycitf kulturoje. Vadinasi, 


change (35 %). “Soft” and “hard” factors were 
indicated by the interviewed change leaders. 
“Soft” factors include: change of attitudes and 
opinions, organizational culture, incorrectly 
assessed complexity of change, lack of com- 
mitment of senior managers (32 %), lack of 
motivation of participating employees (16 %). 
“Hard” factors - lack of resources (33 %), lack 
of change experience (20 %), lack of transpar- 
ency (lack of information, false information - 
18 %), process change (15 %), change of in- 
formation technologies (12 %), technological 
barriers (8 %). Ghange management experts 
claim that these “soft” challenges are much 
more risky compared, for example, to the lack 
of resources (Jorgensen, Owen, Neus, 2009). In 
summary, it is possible to claim that successful 
fimctioning of the QMS in higher education 
institution is conditioned by the successful 
change of behaviour and culture. 

According to Robbins (2007), organiza- 
tional culture is a systematic variable. In the 
broad sense Vanagas (2004), on the basis of Al- 
vesson, considers organizational culture as the 
world of adopted by time and learned existing 
values as well as meanings and perceptions of 
the world which inform people and are ex- 
pressed and transmitted in a partially symbol- 
ic way. Stephenson (2004) also notes that with 
the absence of an institutional ethos, penetrat- 
ed by individual pride and responsibility, even 
the most sophisticated and ideally resourced 
quality management systems wiU not ensure 
quality. The last statements are confirmed by 
Srikanthan and Dalrymple (2002) who point 
out the key role of organizational culture when 
seeking for a successful implementation of 
any strategy. They argue that the most typical 
feature of the existing standard culture of edu- 
cational institutions is its tendency to cause 
conflict rather than cooperation. The ideas 
expressed by Gordon (from Schraeder, Self, 
2003) confirm the above-described scientific 
claims emphasising the need of changes in 
culture caused by external changes. Thus, Riad 
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S. Riad (2007) buvo teisus kultur§ pavadinda- 
mas „surisanciais klijais“. Pasak sio autoriaus, 
„socialiniai klijai“ - viena labiausiai zinomp 
organizacijos kulturos metaforp. Sis poziuris 
iskelia dalijimosi vertybemis, nuostatomis, 
supratimu ir normomis svarb^. Kiekviena 
organizacijos kultura yra unikali. Tuo tarpu 
KVS diegimo metu, kaip jau buvo mineta, 
neisvengiama intervencija j kultur^, kuri ir 
sukelia darbuotojp priesinim^si pokyciams. 

Y. Fronda ir J. L. Moriceau (2008) isskiria 
tris siuolaikinip darbuotojp priesinimosi po- 
kyciams formas: 

1. Maistas - atviro ir aktyvaus pasiprie- 
sinimo forma. 

2. PasUalinimas - pasyvaus pasiprie- 
sinimo forma, pavyzdziui, prislegtumo bu- 
sena darbe, apimanti psichologinj darbo 
aplinkos ignoravim^, siekiant sustiprinti save 
kaip asmenyb^ privacioje arba kolektyvineje 
erdveje. 

3. Atsargus pasipriesinimas pokyciams - 
tai trecioji pasipriesinimo forma, kuri, pasak 
autorip, greiciausiai labiausiai siuo metu pa- 
plitusi; si^ form^ geriausiai iliustruoja klasi- 
kine situacija - suletej^s darbo tempas. Tai 
nera atviras pasipriesinimas arba protinis su- 
silaikymas profesineje veikloje (pavyzdziui, 
nusisalinimas), bet forma, kuri nepriestarau- 
ja „jstatymo raidei", bet apdairiai priesinasi 
jos dvasiai. 

Panasias pasipriesinimo pokyciams 
formas skiria ir M. Self bei D. R. Schraeder 
(2009). Remdamiesi jvairip mokslininkp at- 
liktais tyrimais, pasipriesinimq jie vadina 
jega, kuri letina arba visiskai stabdo darbuo- 
tojp keitim^si. Jie taip pat nurodo aktyvp ir 
pasyvp pasipriesinim^. Aktyvus pasipriesini- 
mas apima sias elgesio raiskas: viesas kritika- 
vimas, atrinkti} fakti} naudojimas, kenkimas ir 
apkalbos. Pasyvaus pasipriesinimo israiska - 
viesai deklaruojama parama, taciau pokyciai 
nejgyvendinami, atideliojami; nuslepiama in- 
formacija arba nesuteikiama parama. A. Sa- 
kalas ir A. Savaneviciene (2003) teigia, kad 


(2007) was right having named the culture the 
“binding glue”. According to this author, the 
“social glue” is one of the most well-known 
metaphors describing organizational culture. 
This approach emphasises the importance 
of shared values, opinions, understanding as 
well as standards. Any organizational culture 
is unique. Meanwhile, during the QMS intro- 
duction time, as it was already mentioned, in- 
tervention in the culture which leads to staffs 
resistance to change is inevitable.. 

Fronda and Moriceau (2008) distinguish 
three forms of reaction of todays employees to 
change: 

1. Rebellion - an open and active form of 
resistance. 

2. Withdrawal - the form of passive resis- 
tance, for example, state of depression at work 
including psychological ignorance of working 
environment in order to strengthen yourself as 
a person in a private or a collective space. 

3. Cautious resistance to change - the 
third form of resistance, which, according to 
the authors, is probably the most popular at 
present; this form is best illustrated by a clas- 
sic situation - slower pace of work. It is not an 
open resistance or a mental abstention from 
professional activities (e.g., exclusion), but a 
form which does not oppose to a “letter of the 
law, but carefully resists against its spirit”. 

Similar resistance to change forms are 
identified by Self and Schraeder (2009). On the 
basis of various scientific studies, resistance, 
according to them, is the force that slows down 
or completely stops the employees’ transfor- 
mation. They also identify active and passive 
resistance. The active resistance includes fol- 
lowing behavioural expressions: public criti- 
cism, the use of selected facts, sabotage and 
slander. The passive resistance is expressed in 
publicly declared support and changes which are 
delayed and never happen; information is con- 
cealed or support is not being provided. Sakalas, 
Savaneviciene (2003) claim that resistance can 
be displayed directly (objections are expressed 
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pasipriesinimas gali buti rodomas tiesiogiai 
(priestaravimai issakomi garsiai; juos lengva 
pastebeti) ir netiesiogiai (tylejimas; skundi- 
masis, kad rekomendacijoms jgyvendinti 
neuztenka laiko ir jos yra nepraktiskos, ap- 
simetimas sumisusiu; sutikimas rekomenda- 
djas vykdyti, tadau is esmes nevykdymas; 
priminimas, kad ankstesnes analogiskos pro- 
blemos isnyko savaime ir 1. 1.). 

Anot R. N. Lussier (2008), egzistuoja 
trys pagrindiniai pasipriesinimo pokyciams 
saltiniai: faktai (kurie daznai iskraipomi; o 
naudojami teisingai jie padeda jveikti nezi- 
nomybes jausm^), jsitikinimai (faktai gali 
buti jrodomi; jsitikinimai - ne, nes jie su- 
bjektyvus;) ir vertybes (musij vertybes atitin- 
ka musi^ poreikius ir s^lygoja muscj elgesj). 
S. R Robbins (2000) panasiai nurodo asmens 
pasipriesinimo kaitai saltinius - tai atrinktos 
informacijos apdorojimas (zmones ugdosi 
supratim^ apie pasaulj per jo suvokim^; jie 
informacij^ girdi ir issifiltruoja tik tai, k^ nori 
girdeti), nezinomybes baime, ekonominiai 
faktoriai (baime, kad negebes jveikti nauj;^ 
uzduodp, ypac tuomet, kai darbo apmoke- 
jimas susiejamas su produktyvumu), saugu- 
mas, jprociai. 

Darbuotoji^ busenai KVS diegimo metu 
apibudinti tinka J. Frahm ir K. Brown (2007) 
pasiulytas terminas - imlumas kaitai (angl. 
change receptivity), kuris, pasak autorii^, yra 
palyginti naujas, apimantis daugyb^ reagavi- 
mo j kait^ atveji^, palieciantis tiek neigiamus, 
tiek teigiamus jausmus. Imlumu kaitos po- 
veikiui galima jvertinti, kiek jautriai asmuo, 
grupe ar organizacija reaguoja j pokycius. Tai 
rodo daugybe reagavimo budij: nusivylimas, 
nezinomybe, pozityvumas, pasyvus priemi- 
mas, kaitos nepaisymas, ir gali buti apiben- 
drinta kaip daugialypis poziuris j kait^. Len- 
teleje pateikiami skirtingos imlumo kaitai 
sritrys (1 lentele). 

R. Earner (2008), remdamasis Bridges, 
Bucholz, Eriksson ir kt., atliktij tyrimij rezul- 
tatais, teigia, kad darbuotojai, susiduriantys 


loudly; it is easy to observe them) and indi- 
rectly (silence; complaining that there is not 
enough time for the implementation of the 
recommendations and that they are impracti- 
cal; pretended confusion; agreement to carry 
out the recommendations, but not doing it; re- 
minding that previous similar problems disap- 
peared spontaneously, and so on). 

According to Lussier (2008), there are 
three main sources of resistance to change: 
the facts (which are often distorted; when 
used correctly they can help overcome the 
sense of uncertainty), beliefs (facts can be 
proved; beliefs cannot be proved because they 
are subjective) and values (the values reflect 
our needs and determine our behaviour). 
Similarly, Robbins (2000) refers to the indi- 
vidual sources of resistance to change - that is 
processing of selected information (individu- 
als shape the world through their perceptions; 
they hear the information and select only 
what they want to hear), fear of uncertainty, 
economic factors (fear related to coping with 
new tasks especially when the payment is di- 
rectly linked to work performance), feeling of 
safety, habits. 

The term change receptivity suggested 
by Frahm and Brown (2007) which, accord- 
ing to the authors, is relatively new and covers 
quite a few cases of the response to change, 
including both negative and positive feelings 
is suitable to describe the employees’ status 
during the QMS introduction time. Suscepti- 
bility to the impact of change can be assessed 
by the sensitivity level of an individual, group 
or organization to changes. This is reflected 
by the large number of responses (frustration, 
uncertainty, positive approach, passive accep- 
tance, neglect of change) and may be summa- 
rized as a multi-faceted approach to change. 
The following table provides information on 
different areas of the susceptibility to change 
(Table 1). 

Earner (2008), on the basis of Bridges, 
Bucholz, Eriksson and others test results 
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1 lentele. Reagavimo j imiumq kaitai sritys (Frahm, Brown, 2007, p. 374) 

Table 1. The response areas of susceptibility to change (Frahm, Brown, 2007, p. 374) 


NEGATYVU / NEGATIVE 

NEUTRALU / NEUTRAL 

POZITYVU / POSITIVE 

Kaitos nepaisymas / 
Neglect of change 

Pasyvus priemimas / 
Passive acceptance 

Naujoviq remimas / 
Support of change 

Nusivylimas / 
Disappointment 

Pasirengimas kaitai / 
Readiness to change 

{sipareigojimas kaitai / 
Commitment to change 

Nuovargis dd kaitos / 
Change caused fatigue 

Priestaringi jausmai / 

Jaudulys / 

Baime / 
Fair 

Contradictory feelings 

Worry 


su labai sparciais ir drastiskais organizacijos 
pokyciais, dazniausiai patiria didelj pyktj, ne- 
rim^, dezorientacij^ ir depresij^. Galima teig- 
ti, kad nezinomybes baime, baime atlikti tarn 
tikrus dalykus kitaip, padaryti klaidp, baime 
pasitiketi kitais tampa galingu KVS diegian- 
cios aukstojo mokslo institucijos darbuotojp 
gynybos ir pasipriesinimo mechanizmu. Sie- 
kiant, kad personalas sekmingai prisitaikytp 
prie naujp reikalavimp ir pripazintp nauj^jj 
status quo, labai rizikinga ignoruoti darbuo- 
tojp individually ir psichologinio pobudzio 
pasipriesinim^ bei jj sukeliancias priezastis, 
laikyti jas nereiksmingu dalyku. 

Taciau, pasak S. P. Robbins (2007), tarn 
tikra prasme priesinimasis yra teigiamas da- 
lykas, nes jeigu apskritai niekas niekada ne- 
sipriesintiy, organizacine elgsena jgautiy cha- 
otisko atsitiktinumo bruoziy. Tam pritaria ir 
P. Vanagas (2004) teigdamas, kad priesini- 
masis pokyciams yra naturalus reiskinys, nes 
apskritai paemus bet kurioje sistemoje sie- 
kiama stabilumo ir priesinamasi kaitai. Dar- 
buotojams svarbu matyti naud^, kuri butiy 
jiems akivaizdziai parodyta. Atsizvelgiant 
j tai privalu isvengti kalbejimo nesupran- 
tama kalba ir deklaratyvaus reklamavimo. 
Tai gali s^lygoti susidomejimo praradim^, 
skepticizm^ ir cinizm^. 


states that employees who come into contact 
with very rapid and drastic changes in the or- 
ganization usually experience a severe anger, 
anxiety, disorientation and depression. It can 
be argued that the fear of uncertainty, fear 
to perform some things differently, to make 
mistakes, fear to trust others turn into a pow- 
erful defence and resistance mechanism of 
employees of higher education institutions 
introducing the QMS. When seeking to en- 
able staff to adapt successfully to the new 
requirements and recognize the new status 
quo, it is very risky to ignore the employees’ 
individual and psychological resistance as 
well as their causes or to consider them as 
insignificant. 

However, according to Robbins (2007), in 
some sense, resistance is a good thing because 
if there was no resistance, organizational be- 
haviour would acquire features of chaotic co- 
incidence. This idea is supported by Vanagas 
(2004) who insists that resistance to change 
is a natural phenomenon because, in general, 
in any system their members seek for stability 
and resist change. It is important for employees 
to see clearly shown benefits. In view of this, 
unclear speaking and declarative advertising 
must be avoided because they can lead to loss 
of interest, scepticism and cynicism. 
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3 

AUKSTOSIOS MOKYKLOS 
DARBUOTOJg KEITIMOSI ETAPAI 

Kokius etapus pereina asmuo KVS aukstojo 
mokslo institudjoje diegimo metu? M. Scha- 
bracq (2007) teigia, kad pokyciams praside- 
jus, pereinami sie etapai atitinkama tvarka: 
sokas, neigimas, menkinimas, emodjos, 
depresija. Pasak autoriaus, neigimo etape 
dominuoja darbuotojq teiginys: tai papras- 
ciausiai nejmanoma. Menkinimo etape daz- 
niausia fraze: na ir kas? Tai visiskai nesvarbu. 
Anot F. Nortier (1995), jveikiant pirmuosius 
etapus kiekvienas darbuotojas zino, koks jo 
vaidmuo, koks jo indelis, ko is jo tikimasi; 
jis turi aiskq organizacijos ateities paveikslq; 
baigiamaisiais etapais dazniausiai kyla klau- 
simas: viskq darome tokiais paciais budais, 
tai kodel turetume tai keish'PImama sampro- 
tauti, kad jeigu siandien sekasi gerai, gerai 
seksis ir rytoj. Depresijos etapu atsiranda 
labai pavojingas nerimo, jautimosi nelai- 
mingu, nesaugumo, uzsisklendimo, stipraus 
streso ir vienisumo jausmas. Depresijai pra- 
ejus, isgyvenamas luzio taskas - atskyrimas, 
kurio metu pereinama j tyrinejimo etapq. 
Pasibaigus tyrinejimo etapui einama prie 
eksperimentavimo, apsisprendimo ir galiau- 
siai integradjos. Integradjos etape (3 pav.) 
vyksta suvokiamas ir valdomas darbuotojo 
prisitaikymo procesas, pereinama j naujq 
pasitenkinimo sferq (Schabracq, 2007). 

Taigi tarn, kad darbuotojai prisiim- 
tq atsakomyb^ del kokybes, turi pasikeisti 
kiekvieno jq poziuris. Tq padq idejq issako 
H. J. Walker, A. A. Armenakis ir J. B. Ber- 
nerth (2007), teigdami, jog kiekviena orga- 
nizadja susideda is daugybes zmoniq. Siq 
zmoniq skirtumai gali lemti skirtingq reaga- 
vimq j pokycius ir galiausiai jsipareigojimq 
pokyciams. Tai patvirtina ir M. L. Marksas 
(2007) sakydamas, kad darbuotojai, neno- 
rintys paleisti is savo gniauztq praeities, 
negales progresuoti pldodami naujoves. 


3 

TRANSFORMATION STAGES OF A 
HIGHER EDUCATION INSTITUTION 

What are the stages a person passes during the 
time of the QMS implementation in a higher 
education institution? Schabracq (2007) sug- 
gests that with the changes having been started 
the following stages in their corresponding or- 
der are passed through: shock, denial, margin- 
alization, emotions, and depression. According 
to the author, the denial stage is dominated by 
the employees’ claim: it is simply impossible. The 
most common phrase at the marginalization 
stage is: So whaT. It does not matter. Accord- 
ing to Nortier (1995), whilst overcoming the 
first stages, each employee knows his/her role 
as well as his/her input, what is expected from 
him/her; he/she has a clear picture of the fu- 
ture of the organization. During the final stages 
the most usual question is: We do everything 
the same way so why we should change that? 
People start making assumptions that if things 
are going on well today, they will be the same 
tomorrow. At the depression stage very dan- 
gerous feelings of worry, unhappiness, insecu- 
rity, reticence, a strong sense of loneliness and 
stress occur. After depression is over, a turning 
point - the separation leading to the explora- 
tion stage is being experienced. At the end of 
the exploration stage there is a shift towards ex- 
perimentation, self-determination and, finally, 
integration. At the integration stage (Fig. 3) 
rmderstandable and manageable employee’s 
adjustment process takes place followed by a 
new sphere of satisfaction (Schabracq, 2007). 

Thus, to ensure that employees take respon- 
sibility for the quality, their individual approach- 
es must change. The same idea is expressed by 
Walker, Armenakis andBernerth (2007), who ar- 
gue that each organization is composed of many 
individuals. Differences of these individuals can 
result in different response and ultimately com- 
mitment to changes. This is confirmed by Marks 
(2007) who says that employees not willing to let 
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Kaita/Change 

Sokas/ 

Shock 
Neigimas/ 

Neglect 

Menkinimas/ 
Marginalization 

Emocijos/ 
Emotions 


Integra^a/Integration 


Apsisprendimas/ 

Determination 



Eksperimentavimas/ 

Experimenting 


Depresija/ 

Depression 


Tyrinejimas/ 

Exploration 


Atskyrimas/ 

Separation 


3 pav. Darbuotojq keitimosi kreive ( Schabracq, 2007, p. 1 87) 

Fig. 3. Employees' transformation curve (Schabracq, 2007, p. 187) 


Nepaisant to, pasak sio autoriaus, pokyciai 
organizacijoje - tai varomoji atsinaujinimo 
jega tiek atskiro asmens, tiek organizaci- 
jos lygmenyse. Kitaip tariant, KVS diegi- 
mo aukstojo mokslo institudjoje gali buti 
imamasi siekiant atnaujinti pasenusi^ or- 
ganizacin^ struktur^, organizacijos kultur^ 
ir procesus bei atitikti sparciai kintancios 
aplinkos s^lygas ir issukius. Pokyciai gali 
buti stimulas, padedantys zmonems atsisa- 
kyti seno poziurio, lukesciq ir elgsenos, o 
pokyciams jvykus juos pripazinti ir prisitai- 
kyti prie naujos realybes. 

Pasak M. Schabracq (2007), apibreziant 
darbuotojq keitimosi ypatumus, svarbu jsisq- 
moninti tai, kad kiekvienas jq prisiims skir- 
tings atsakomyb^ del kokybes. Ne visi jveikia 
visus etapus. Minetq etapq jveikimas paprastai 
uztrunka ilgai. Pazymetina dar ir tai, kad kie- 
kvienas asmuo minetus etapus jveikia skirtin- 
gu greiciu; o budamas jau aukstesniame etape, 
susikloscius nepalankioms aplinkybems, gali 
vel nukristi zemiau. Siai nuomonei pritaria ir 
M. L. Marks (2007), nurodydamas, kad zmo- 
nes skirtingu greiciu jveikia keitimosi eta- 
pus; kai kurie jq niekada visiskai „neatsikrato 


from their grip the past will not be able to prog- 
ress in developing innovations. Nevertheless, ac- 
cording to this author, changes in the organiza- 
tion are the driving force for renovations both 
at the individual and organizational levels. In 
other words, the implementation of the QMS in 
higher education institutions may be started in 
order to update the old organizational structure, 
organizational culture and processes as well as to 
meet rapidly changing external conditions and 
challenges. Changes may be a stimulus helping 
individuals refuse an old approach, expectations 
and behaviour as well as recognize and adapt to 
new realities. 

According to Schabracq (2007), when defin- 
ing characteristics of the employees’ transforma- 
tions, it is important to realize that each of them 
will take on different responsibility for quality. 
Not all of them overcome aU stages. Overcoming 
these stages usually takes a long time. It should 
be noted that everyone overcomes these stages 
at different pace, and even being at a higher 
stage, if facing unfavourable circumstances, may 
again fall down. Marks agrees with this opinion 
(2007), indicating that people overcome trans- 
formation stages at different pace; despite all the 
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tapatinimosi su ankstesniais lukesciais arba 
ankstesnes elgsenos", nepaisant visT^ pokycicj, 
vykstancicj aplink. Harvardo verslo mokyklos 
profesorius J. Kotter, vienas zymiausicj lyde- 
rystes ir pokycii^ valdymo specialisti^, yra pa- 
sak^s, kad elementariausia patirtis, ismokta is 
sekmes istorijcj, buti^ ta, jog pokycii} procesas 
susideda is keleto etapif ir jis paprastai reika- 
lauja gana ilgo laiko. Persokant etapus, tik su- 
kuriama greicio iliuzija, bet tai niekuomet ne- 
duoda trokstamo rezultato. Darant lemiamas 
klaidas bet kuriame etape formuojamas po- 
veikis, pamazu apimantis ir naikinantis sun- 
kiai pasiektus laimejimus (Stanleigh, 2008). 

Is teorinip jivalgi^ galima daryti isvad^, 
kad sekming^ KVS funkcionavim^ aukstojo 
mokslo institudjoje lemia elgsenos ir kulturos 
kaita. Tam, kad pakistij visos organizadjos 
kultura, kiekvienas jos narys pirmiausia turi 
pasikeisti pats, t. y. kiekvienas jij turi prisiimti 
atsakomyb^ del kokybes, siekdamas bendnj 
aukstosios mokyklos tiksli|. 

4 

DARBUOTOjg VALDYMAS KOKYBES 
VADYBOS SISTEMA DIEGIANCIOJE 
AUKSTOJO MOKSLO INSTITUCIJOJE 

Siekiant efektyvaus KVS funkdonavimo 
aukstojo mokslo institudjoje, darbuotojij 
prisitaikymo prie pokyciij procesas neturi 
buti chaotiskas. Priesingai, jis turi buti val- 
domas. Nepaneigtina, kad darbuotoji^ atsa- 
kingumo del kokybes aspektas neatsiejamas 
nuo kiekvieno zmogaus psichologines buse- 
nos. Pastarqj^ paveikti daznai organizadjai 
gana sunku ir reikia nemazai laiko. A. Sa- 
kalas ir A. Savanevidene (2003), kalbedami 
apie revoliucinius pokycius, kelia klausim^: 
kokios darbuotoji^ pasipriesinimo priezas- 
tys? Ar priesinamasi todd, kad „zmones yra 
konservatyvus ir link^ priesintis visoms nau- 
jovems? Ar priesinamasi todd, kad darbuo- 
tojai nejtraukiami j pertvarkymo priemonicj 


changes taking place arormd, some of them nev- 
er completely stop “identifying themselves with 
previous expectations or past behaviour”. Pro- 
fessor of Harvard Business School Kotter, one of 
the most prominent specialists of leadership and 
change management, said that the most elemen- 
tary experience learned from the success stories 
would be that the process of changes consists of 
several stages and it usually requires a relatively 
long time. Skipping over some stages only cre- 
ates the illusion of speed, but never gives the de- 
sired result. Critical errors at any stage gradually 
impact and destroy hardly won achievements 
(Stanleigh, 2008). 

Theoretical insights lead to conclusion that 
successful functioning of the QMS in a higher 
education institution depends on behavioural 
and cultural change. In order to change organi- 
zational culture, first of all individual changes 
must take place, i.e. each member of organiza- 
tion must take responsibility for quality when 
seeking for common high school aims. 

4 

STAFF MANAGEMENT IN A 
HIGHER EDUCATION INSTITUTION 
IMPLEMENTINGTHEOMS 

When seeking for the effective functioning of 
the QMS in a higher education institution, the 
process of employees’ adaptability to changes 
should not be chaotic. Qn the contrary, it must 
be manageable. It is impossible to neglect the fact 
that the employees’ responsibility for quality is in- 
separable from psychological condition of every 
single human. The latter is often quite difficult 
and time consuming to be affected. Sakalas and 
Savaneviciene (2003), when discussing revolu- 
tionary changes, raise the question: what are the 
reasons for staff resistance? Do people resist be- 
cause they are “conservative and tend to oppose 
to all innovations? Can resistance be the result of 
not involving the employees into preparation of 
restructuring measures, not imderstanding them 
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ruosim^, nesupranta jp, nemotyvuojami jas 
jgyvendinti?“ (p. 155). Pasak autorip, vis 
dazniau linkstama manyti, kad tai antroji 
priezastis. 

R. Earner (2008) pazymi, kad siekiant su- 
prasti organizacijos kulturp ir darbo aplinkp, 
tyrejai dazniausiai naudoja tokius analitinius 
metodus kaip apklausos, klausimynai. Pasak 
pastarojo autoriaus, taikant siuos organiza- 
cinius vertinimus vis delto visuomet praran- 
dama galimybe jvertinti organizacijos narip 
jausmus. Dd to neatskleidziama jp psicho- 
logine busena, o tokiose situacijose be galo 
svarbu pajusti zmonip emocijas. Tai minciai 
taip pat pritaria J. T. Parish, S. Cadwallader 
ir P. Bush (2008) - jie teigia, kad, kai vado- 
vai daro sprendimus siekdami suvaldyti po- 
kycius, jie privalo jvertinti ne tik poveikj 
organizacijos veiklai, bet ir poveikj darbuo- 
tojams. Siekdama darbuotojp jsipareigojimp, 
auksciausioji vadovybe privalo suprasti, kas 
splygoja tp jsipareigojimp kaitai prisiemimp. 
W. Bridges nuomone, „vadovai ismano poky- 
cip mechanizmus, taciau lieka visiski neisma- 
neliai dd darbuotojp psichologinip pokycip. 
Sis neismanymas daugelj bandymp suzlugdo" 
(is Nortier, 1995, p. 32). 

D. M. Johnson (2004) teigia, kad poky- 
cip vadyba apima organizacijos poslinkj is 
esamos j trokstamp padetj, ir isskiria keletp 
splygp, svarbip siekiant pokycip: 

• aiskus fokusavimas; 

• kontroliavimas is virsaus; 

• lyderiai privalo jsipareigoti sistemi- 
niams pokyciams; 

• darbuotojp jtraukimas; 

• pokycip vadovai, padedantys jveikti 
kaitos procesp. 

M. Stanleigh (2008) teigia, kad daugu- 
ma pokycip buna nesekmingi, nes vadovai 
nejtraukia darbuotojp j pokycip procesp ir 
neskiria uztektinai laiko siems pokyciams 
jtvirtinti. Kaip jau buvo mineta anksciau, 
ypac svarbu pokycius jgyvendinti tarn ti- 
krais etapais jtraukiant darbuotojus ir 


as well as the lack of motivation to implement 
them?” (p. 155). According to the authors, there 
is an increasing tendency to believe that this is the 
second reason. 

Earner (2008) notes that in order to under- 
stand organizational culture and work environ- 
ment, researchers most often use such analytical 
methods as surveys, questionnaires. According 
to the latter author, use of the following orga- 
nizational assessment tools, however, leads to 
the loss of opportunity to assess the feelings of 
members of the organization. As a result, their 
psychological state is not revealed, and in such 
situations it is crucial to feel peoples emotions. 
This idea is also supported by Parish, Cadwal- 
lader and Bush (2008). They claim that when 
leaders make decisions in order to manage 
change, they must assess their impact not only 
on organizations activities, but on employees’ 
as well. When seeking for employees’ commit- 
ment, top management must be aware of what 
those obligations to change are conditioned by. 
According to Bridges, “managers are familiar 
with mechanisms of change, but remain com- 
pletely ignoramus in relation to the staff psy- 
chological changes. This ignorance ruins most 
of the endeavours” (from Nortier, 1995, p. 32). 

Johnson (2004) suggests that change man- 
agement includes organizational shift from ex- 
isting to desired position and identifies a num- 
ber of conditions which are important when 
seeking for change: 

• clear focus; 

• controlling from the top; 

• commitment of leaders to systemic 
change; 

• involvement of employees; 

• change managers who help overcome 
change process. 

Stanleigh (2008) suggests that the majority 
of changes are not successful because the leaders 
do not involve employees in the change process 
and do not provide enough time to consolidate 
these changes. As it has already been mentioned 
above, when implementing changes, it is very 
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suteikiant jiems laiko kiekvienam tij etapij 
jveikti. Taciau tai nera lengvas uzdavinys. 
Zmones paprastai link^ daryti tik tai, kas 
tenkina jij interesus. Aukstosios mokyklos 
vadovai negali pradeti pokycii^ programos, 
kol jie nepalenke zmonicj savo pusen; jiems 
svarbu pradeti nuo paprastij dalyki^ ir jgyti 
zmonii^ pasitikejim^, - svarbu keisti m^s- 
tym^, keiciant zmones. Vienaip ar kitaip 
pokyciai, kaip jau buvo mineta, yra asmens 
vidinis procesas, reikalauj antis jautrumo 
ir atitinkamij gebejimij. Taigi nors zmo- 
nes yra svarbiausias veiksnys KVS diegimo 
metu, jie taip pat yra tas svarbiausias kom- 
ponentas, kuriam turi buti skiriamas de- 
mesys. ZmogiskpjTj istekliij valdymas tam- 
pa pagrindiniu issukiu (Crossan, Berdrow, 
2003; Rashid Md, 2003; Cooke, 2008). 

S. R Robbins (2000) pritaria, kad poky- 
ciams organizacijoje reikia katalizatoriaus. 
Taigi aukstojo mokslo institudjoms, die- 
giancioms KVS, reikalingi kompetentingi 
vadovai-lyderiai. KompetentingT^ vadovij 
poreikio svarb^ taip pat pazymi B. M. Bass 
ir R. E. Riggio (2006), teigdami, kad organi- 
zacijos kultura ir lyderyste veikia viena kit^. 
Lyderiai kuria ir stiprina kulturos normas 
bei elgsen^. Anot siij autoriij, organizaci- 
jos kultura lyderyst^ veikia taip pat stipriai, 
kaip lyderyste veikia kultur^. Pasak M. Wat- 
kins (2004), lyderii^ darbas - „uzdegti svies^ 
tunelio gale". Pokyciij lyderiai turi charizm^, 
pasizymi gebejimu jkvepti, intelektualiniu 
skatinimu. Intelektualiu skatinimu laikomas 
toks lyderiij elgesys, kuris dr^sina darbuo- 
tojus mokytis siekti naujoviij ir panaudoti 
jgytas zinias problemij sprendimui (Garcia- 
Morales, Matias-Reche, Hurtado-Torres, 
2008). M. Stanleigh (2008) tarsi apibendrin- 
damas pastar^sias autoriij jzvalgas, pazymi, 
kad sekmingiems pokyciams reikia pasiau- 
kojimo ir labai kokybUkos lyderystes. Del 
sios priezasties pastaraisiais desimtmeciais 
iskeliama lyderiams butina savybe - emoci- 
nis kompetentingumas. Pasak D. Coleman, 


important to involve employees in certain stages 
giving them enough time to overcome each of 
them. But this is not an easy task People usually 
tend to do only what meets their interests. Lead- 
ers of a higher education institution can not start 
a change program imtil they have not won over 
their employees; it is important for them to start 
with simple things and gain peoples trust - it is 
important to change thmking by changing peo- 
ple themselves. In one way or another, change, as 
it has already been mentioned, is the individuals 
internal process that requires sensitivity and rele- 
vant abilities. Thus, although people are the most 
important factor during the QMS implementa- 
tion time, they are also that main component re- 
quiring special attention. Management of human 
resources becomes a key challenge (Crossan, 
Berdrow, 2003; Rashid Md, 2003; Cooke, 2008). 

Robbins (2000) agrees that there is a need 
of a catalyst for changes to happen in the or- 
ganization. Thus, competent managers-leaders 
are needed for higher education institutions 
implementing the QMS. Bass and Riggio (2006) 
also emphasize the importance of the need of 
competent managers and insist that the organi- 
zational culture and leadership influence each 
other. Leaders develop and strengthen cultural 
norms and behaviour. According to these au- 
thors, organizational culture influences lead- 
ership as strongly as the leadership influences 
the culture. According to Watkins (2004), the 
leaders’ job is “to put the light at the end of 
the tunnel”. Leaders of change have charisma, 
ability to inspire as well as motivate intellectu- 
ally. Intellectual motivation is such behaviour 
of leaders that encourages employees to learn 
and seek for innovations as well as to apply ac- 
quired knowledge for problem solving (Garcia- 
Morales, Matias-Reche, Hurtado-Torres, 2008). 
Stanleigh (2008), as if trying to sum up insights 
of the recent authors, notes the need of sacrifice 
and high quality leadership for change to be 
successful. For this reason, in recent decades a 
necessary characteristic of leaders - emotional 
competence - is highlighted. According to 
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R. Boyatzis ir A. McKee (2007), emociniu 
intelektu pasizymintys vadovai ismano, kaip 
valdyti neigiamas emocijas, todel gali tinka- 
mai jvertinti situacij^ ir islaikyti savo deme- 
sj sutelkt^. Jie prisitaiko prie naujp s^lygp ir 
pokycius valdo, o ne tik j juos reaguoja. Net 
vykstant didziulems permainoms, jie jzvel- 
gia „svies 4 tunelio gale“, sia vizija skatina 
patiketi kitus darbuotojus, sulaukia ji^ pri- 
tarimo ir veda juos tos sviesos link. Darn^ 
kuriantys lyderiai atsisako seno (funkcinio) 
vadovavimo budo; vis dazniau ir dazniau 
geri vadovai remiasi ne tik uzimamomis 
pareigomis, bet ir kuria gerus santykius. 
Svarbiausia - jie sukuria darn^: entuziastin- 
gai siekia jgyvendinti misij^ ir uzkrecia tuo 
entuziazmu kitus. Lyderiai, pasizymintys 
aukstu emociniu intelektu, geba sukurti ti- 
kr^ socialin^ struktur^ organizadjos viduje 
ir tarp organizacijq ir tai jiems suteikia daug 
pranasump; o lyderiai, pasizymintys zemu 
emociniu intelektu, savo elgesiu link^ kurti 
problemas organizadjoje (Mayer, Caruso, 
2002 ). 

M. Stanleigh (2008) pabrezia, kad nera 
dviejp tapadq pokydp procesp. Taigi KVS 
diegimo metu nejmanoma sukurti vienin- 
gos pokydp vadybos metodikos, pateikian- 
dos vadinamuosius „receptus“. Kiekvienas 
pokytis yra unikalus, kiekviena aukstoji 
mokykla yra skirtinga. Be to, vienokia auks- 
toji mokykla yra dabar, kitokia bus - po 
penkerip metp, dd skirtingp aplinkybip 
suinteresuoti asmenys taip pat nuolat kei- 
dasi. Pastebeta, kad pokydq jgyvendinimo 
procesas trunka ilgiau nei aukstosios moky- 
klos lyderiai dazniausiai is pradzip planuo- 
ja. Pavyzdziui, daugelis lyderip mano, kad 
pakeisti zmonip elgsen^ bus lengva. Deja, 
kaip jau buvo mineta, didzioji zmonip dalis 
pokydams dazniausiai priesinasi, tad ne- 
mazai laiko organizacijoje turetp buti skir- 
ta mokymams, informavimui apie pokycip 
priezastis, nuolatinei komunikacijai. Pasta- 
rieji autoriai pabrezia, kad nemazai kliucip 


Coleman, Boyatzis and McKee (2007), emo- 
tionally intelligent leaders know how to manage 
negative emotions, and therefore can properly 
assess a situation and keep their attention fo- 
cused. They adapt to new conditions and man- 
age changes instead of only responding to them. 
Even at times of huge changes, they see “light 
at the end of the tunnel”, encourage other staff 
to believe in this vision, get their approval and 
lead them towards that light. Leaders seeking 
for coherence refuse the old (functional) man- 
agement methods; more and more often good 
managers rely not only on their status, but also 
develop good relationships. The most impor- 
tant is that they create coherence: are enthusi- 
astic when seeking to implement a mission and 
spread that enthusiasm on others. The leaders, 
having high emotional intelligence, are able to 
create a social structure within the organization 
and between organizations what gives them 
a lot of advantages; the leaders, having a low 
emotional intelligence, tend to create problems 
in the organization (Mayer, Caruso, 2002). 

Stanleigh (2008) notes that there are not 
two identical change processes. Thus, during the 
QMS implementation time it is not possible to 
create a unified change management methodol- 
ogy providing so called “recipes”. Each change is 
unique; each higher education institution is dif- 
ferent. In addition, the present state of a higher 
education institution will be different from its 
state after five years; because of different circum- 
stances, the people concerned are also constant- 
ly changing. It has been observed that change 
implementation process usually takes longer 
than high school leaders initially plan. For ex- 
ample, many leaders think that it will be easy to 
change peoples behaviour. Unfortunately, as it 
has already been mentioned, most people usu- 
ally resist to change, so there should be enough 
time in the organization foreseen for training, 
informing about the reasons of change as well 
as effective communication. The latter authors 
emphasize that numerous barriers arise because 
they have not been foreseen in advance. Many 
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atsiranda is anksto jij nenumacius. Daug va- 
dovTj nejstengia suvokti, kad organizacijos 
yra sistemos, - keiciant vien^ dalj, keiciasi 
ir kita dalis. Vienas dalykas yra aukstosios 
mokyklos auksciausiajai vadovybei jsipa- 
reigoti, bet visai kas kita, kad sis jsiparei- 
gojimas organizacijos butij pripazintas ir 
jdiegtas (Rao irkt., 1996; Ross, 1999). Pasak 
M. Schabracq (2007), pokyciai buna ypac 
drastiski tiems zmonems, kurie ilgq laikq 
atliko tq patj darbq tais paciais budais. 

Apibendrinant galima teigti, kad sekmin- 
gq darbuotojq valdymq KVS diegiancioje 
aukstojo mokslo institudjoje sqlygoja sie pa- 
grindiniai veiksniai: stiprus, kompetentingi, 
gerbiantys darbuotojq emocinius isgyveni- 
mus ir „senqsias“ vertybes lyderiai, efektyvi 
komunikacija ir nuolat besimokanti auksto- 
sios mokyklos bendruomene. Be galo svarbu 
KVS naudingumq suaktualinti iskeliant ben- 
dro reikalo svarbq tiek kiekvienam bendruo- 
menes nariui apskritai, tiek visai aukstajai 
mokyklai. 

ISVADOSIR 

REKOMENDACIJOS 

1. Kokybes vadybos sistemas diegianciose 
aukstojo mokslo institudjose vykstanti kaita 
ir atskiro darbuotojo psichologijos keitima- 
sis yra neatsiejamai susij^ priezastiniu rysiu: 
sekmingas asmens psichologinis perejimas is 
vienos bukles j kitq, t. y. sekmingas asmens 
keitimasis, sqlygoja sekmingq KVS funkcio- 
navimq. KVS diegimo metu butina interven- 
cija j organizacijos kulturq, taciau tai sukelia 
darbuotojq priesinimqsi pokydams. Sekmin- 
gq KVS funkcionavimq aukstojo mokslo ins- 
titudjoje lemia elgsenos ir kulturos kaita. Kad 
pakistq visos organizacijos kultura, kiekvie- 
nas jos narys pirmiausia turi pasikeisti pats, 
t. y. kiekvienas is jq turi prisiimti jsipareigo- 
jimus del kokybes, siekdamas bendrq auksto- 
sios mokyklos tikslq. 


managers fail to realize that organizations are 
systems - changes in one element of them lead 
to changes in others. One thing for higher edu- 
cation institution top management is to make 
commitment, but something different is to get 
approval of this commitment in the organiza- 
tion and implement it. (Rao et al., 1996; Ross, 
1999). According to Schabracq (2007), changes 
are particularly drastic for those people who for 
a long time have been doing the same job in the 
same way. 

In summary, the successful management 
of employees in higher education institutions 
implementing QMS is conditioned by the fol- 
lowing key factors: strong, competent, respect- 
ing employees’ emotional experiences and “old” 
values leaders, effective communication and 
continuously learning commimity of a higher 
education institution. It is vital to strengthen 
the usefulness of the QMS by emphasizing 
importance of the common business both for 
each individual member of the community 
and for all higher education institution. 

CONCLUSIONS AND 
RECOMMENDATIONS 

1. There is a close causal relationship between 
changes taking place in higher education in- 
stitutions implementing quality management 
systems and the psychological transforma- 
tion of the individual employee: successful 
psychological transition of an individual from 
one state to another, that is, successful trans- 
formation of the individual leads to success- 
ful functioning of the QMS. During the QMS 
implementation time intervention into orga- 
nizational culture which results in employees’ 
resistance to change is necessary. Successful 
functioning of the QMS in a higher education 
institution depends on behavioural and cul- 
tural change. In order to change organizational 
culture, first of all individual (personal) chang- 
es have to take place, i.e. every individual has 
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2. Sekming^ darbuotojij valdym^ KVS 
diegiancioje aukstojo mokslo institudjo- 
je s^lygoja sie pagrindiniai veiksniai: sti- 
prus, kompetentingi, gerbiantys darbuo- 
tojp emodnius isgyvenimus ir „sen 4 sias“ 
vertybes lyderiai, efektyvi komunikacija ir 
nuolat besimokanti aukstosios mokyklos 
bendruomene. Ypac svarbus KVS naudin- 
gumo sureiksminimas iskeliant bendr^ rei- 
ka4 tiek kiekvienam bendruomenes nariui 
atskirai, tiek visai aukstajai mokyklai. Tiks- 
li ir kryptinga aukstojo mokslo institucijos 
kokybes siekinio vadybos dimensija, grin- 
dziama pozityviu susitarimu su daugeliu 
bendruomenes narip ir jgyvendinama tin- 
kamai suplanuota institucijai kokybes va- 
dyba, s^lygos sekming^ kokybes kulturos 
ugdym^. 

3. Siekiant sekmingo darbuotojp pereji- 
mo is vienos bukles j kit^ ir naujojo status 
quo pripazinimo, svarbu atsizvelgti j asmens 
psichologinj atsak^ ir elgsen^ bei tai suke- 
liancias priezastis. Darbuotojp valdymas 
KVS diegimo metu turi buti grindziamas lai- 
ko dimensija (atsizvelgiama j keitimosi eta- 
pus). Rekomenduotina organizuoti kokybes 
vadybos mokymus darbuotojams, siekiant 
sudaryti s^lygas besimokancios organizaci- 
jos kurimui ir vystymuisi. Taip pat tikslinga, 
kad darbuotojai apie vykstancius pokycius 
gautp operatyvi^ informacij^ per grjztam^jj 
rysj. Darbuotojq pasipriesinim^ KVS die- 
gimui galima jveikti efektyvia ir tiksliai su- 
planuota dvikrypte komunikacija. Lyderiai 
ir vadovai turi bendrauti su darbuotojais, 
pasitelkdami atitinkamas priemones (nefor- 
maliq, sklaidos seminary organizavimas ir 
t. t.) ir jtraukti juos j KVS diegimo proces^. 
Svarbu skatinti darbuotojus, akivaizdziai pa- 
rodant jiems busim^ KVS sistemos naudin- 
gum^ tiek kiekvienam jq atskirai, tiek visos 
institucijos mastu. 


to take responsibility for quality when seeking 
for common high school aims. 

2. Successful management of employees in 
higher education institutions implementing the 
QMS is conditioned by the following key factors: 
strong, competent, respecting employees’ emo- 
tional experiences and “old” values leaders, effec- 
tive communication and continuously learning 
community of a higher education institution. It is 
essential to strengthen the usefulness of the QMS 
when emphasizing importance of the common 
business both for each individual member of the 
community and for the whole higher education 
institution. Successful development of quality 
culture will be preconditioned by accurate and 
targeted higher education institutions manage- 
ment dimension of quality aim built on positive 
agreement with the most community members 
as well as implementation of suitably formulated 
for the institution quality management. 

3. For successful employees’ transformation 
from one state to another, as well as recognition 
of the new status quo, it is important to take 
into account causes standing behind the indi- 
vidual’s psychological response and behaviour. 
Management of employees during the QMS 
implementation time must be based on the 
time dimension (paying attention to transfor- 
mation phases). It is recommended to organize 
quality management trainings for employees to 
facilitate the creation of a learning organization 
and development. It is also purposeful to pro- 
vide the staff with information about the ongo- 
ing changes through feedback. Effective and 
precisely planned two-way communication is 
the way to overcome employees’ resistance to 
implementation of the QMS. Leaders and man- 
agers must communicate with employees using 
appropriate means (informal dissemination 
seminars, etc.) and incorporate them into the 
QMS implementation process. It is important 
to encourage employees by showing them po- 
tential usefulness of the QMS both for each of 
them separately and for the whole institution. 
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